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ABSTRACT 

 

DAILY WORKER UTILIZATION 

TOWARDS THE PRODUCTIVITY AND SERVICE QUALITY 

AT HOTEL XYZ 

 

 

By 

 

Katharina P. Setyawati 

Ibu Retno Kusumayanti, Advisor 

 

 

 

SWISS GERMAN UNIVERSITY 

 

 

 

This study aims to examine the cost inefficiency associated with the utilization of daily 

workers in the Housekeeping Department of Hotel XYZ and its influence on employee 

productivity and service quality. The research aims to analyze whether the extensive 

use of daily workers, intended to provide workforce flexibility, results in hidden 

operational costs and inconsistent service outcomes. 

A mixed-methods case study approach was done during the research. Quantitative data 

were collected through the internal data of Hotel Tentrem Semang such as internal labor 

cost records, productivity reports, and aggregated guest complaint data and supported 

by structured questionnaires distributed to housekeeping supervisors, permanent room 

attendants, and selected daily workers. Qualitative insights were obtained through deep 

interviews to the housekeeping leaders to support interpretation of quantitative findings. 

The results indicate that while daily workers contribute to numerical labor flexibility, 

their extensive utilization increases supervision intensity, repetitive training needs, and 

rework frequency, leading to higher transaction costs. These factors negatively affect 

productivity levels and service consistency, as reflected in recurring guest complaints 

related to room conditions. 
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